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278.548   Telecommunications relay service program. 

The commission shall establish a program to make telecommunications relay services 
available not later than October 1, 1991, and shall make interstate telecommunications 
relay services available no later than July 1, 1992. The telecommunications relay service, 
whether intrastate or interstate, shall be operated seven (7) days a week for twenty-four 
(24) hours per day for all deaf, hard-of-hearing, or speech-impaired telephone subscribers 
within the Commonwealth. In order to determine the most cost effective method of 
providing telecommunications relay services that will meet the requirements of the deaf, 
hard of hearing, and speech-impaired, the commission shall initiate an investigation, 
conduct public hearings, and solicit the advice and counsel of the deaf, hard-of-hearing 
persons, and speech-impaired persons and the organizations serving them. The 
commission may assist the Commission on the Deaf and Hard of Hearing in the TDD 
distribution program established pursuant to KRS 163.525. 

Effective: July 15, 1994
History: Amended 1994 Ky. Acts ch. 237, sec. 2, effective July 15, 1994. – Amended 

1992 Ky. Acts ch. 93, sec. 1, effective March 24, 1992; and ch. 144, sec. 16, 
effective July 14, 1992. -- Created 1990 Ky. Acts ch. 5, sec. 2, effective July 13, 
1990.
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KentuckyUnbridledSpirit.com An Equal Opportunity Employer M/F/D

I

June 26, 2009 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, DC  20554 

RE:   TRS Consumer Complaint Log Summaries for June 1, 2008 through May 31, 2009 
CG DOCKET NO.  03-123 
DA NO.  09-1318 

Dear Ms. Dortch, 

The Kentucky Public Service Commission respectfully submits the enclosed complaint log 
alleging a violation of federal minimum standards as it relates to the provisioning of 
Telecommunications Relay Service.  Hamilton Relay, with corporate offices located at 1001 12th

Street, Aurora, NE 68818, is under contract with the State of Kentucky to provide 
Telecommunications Relay Service.   

Hamilton tracks all complaints and all other customer service activity for the State of Kentucky.  
The State of Kentucky’s complaint summary is associated with the following database 
categories:

� Miscellaneous External Complaints 
� LEC External Busy 
� 911 External Calls 
� No Notice of How to Complain to FCC 
� CA Accuracy/Spelling/Verbatim 
� CA Gave Wrong Information 
� CA Did Not Keep User Informed 
� CA Hung Up on Caller 
� CA Misdialed Number 
� CA Typing Speed 
� Didn’t Follow Voice Mail/Recording Procedure 
� CA Typing 
� Improper Use of Speed Dialing 
� Poor Vocal Clarity/Enunciation 
� Improperly Handled ASL or Related Culture Issues 
� Improper Use of Call Release 
� Improper Handling of Three Way Calling

Steven L. Beshear 
Governor 

Leonard K. Peters 
Secretary 
Energy and Environment Cabinet 

David L. Armstrong
Chairman

James W. Gardner
Vice Chairman

John W. Clay
Commissioner

Commonwealth of Kentucky 
Public Service Commission 

211 Sower Blvd. 
P.O. Box 615 

Frankfort, Kentucky 40602-0615 
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Fax: (502) 564-3460
psc.ky.gov 
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� Caller ID Not Working Properly 
� Improper Use of Customer Data 
� Fraudulent/Harassment Call 
� Replaced CA Improperly in Middle of Call 
� Didn’t Follow Emergency Call Handling Procedure 
� CA Didn’t Follow Policy/Procedure 
� Confidentiality Breech 
� Spanish to Spanish Call Handling Problems 
� Miscellaneous Service Complaints 
� Ringing/No Answer 
� Speech to Speech Call Handling Problems 
� Connect Time (TTY-Voice) 
� Busy Signal/Blockage 
� ASCII/Baudot Break-down 
� STS Break-Down 
� HCO Break-Down 
� Relay Not Available 24 Hours a Day 
� 711 Problems 
� VCO Break-Down 
� Miscellaneous Technical Complaints 
� Line Disconnected 
� Carrier of Choice not Available/Other Equal Access 
� CapTel Complaints 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, 
outreach events, at the workstation, etc.  Those complaints and resolutions are reflected in this 
report.  Hamilton normally provides a resolution to all complaints within 72 hours.   

In the Miscellaneous External and Fraudulent/Harassment Call categories, you will find several 
complaints that we believe to be associated with fraudulent activity over Internet Relay.  
Hamilton continues to implement protocols specifically designed to prevent calls originating from 
an international IP address from accessing the relay. 

Please feel free to contact myself at 502-564-3940 or Dixie Ziegler with Hamilton Relay at 800-
618-4781 V/TTY with any questions regarding the above. 

Sincerely,

Jim Stevens, CPA    
Branch Manager  
Telecommunications   
Kentucky Public Service Commission 
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Kentucky Relay 2009 FCC Complaint Report 
6/1/08 to 5/31/09

External Complaints--
Miscellaneous 

Inquire Date  7/3/2008 
Record ID  11441 
Call Taken By  Lead CA 
CA Number   
Responded By  Deborah 
Response Date  7/3/2008 
Resolution  7/3/2008 

Customer reported trouble with telephone lines. 

Customer Service referred customer to local telephone 
company to report trouble. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  6/16/2008 
Record ID  11319 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  6/16/2008 
Resolution  6/16/2008 

Customed has been receiving harassing telephone calls and 
requested their number be blocked. 

Customer Service explained to the customer that ADA and 
FCC rules for functional equivalency do not allow us to block 
relay calls.  Customer Service suggested that the customer 
contact their local telephone company or report the incident to 
law enforcement.  Customer Service explained that if the 
customer contacts law enforcement then law enforcement may 
issue a court order.  At that time call information may be 
released to the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  3/26/2009 
Record ID  12275 
Call Taken By  Supervisor 
CA Number   
Responded By  Deborah 
Response Date  3/26/2009 
Resolution  3/26/2009 

Customer has been receiving fraudulent telephone calls 
through the relay. 

Customer Servicer suggested that the customer report the 
incident to law enforcement.  Customer Service explained that 
if the customer contacts law enforcement then law enforcement 
may issue a court order.  At that time call information may be 
released to the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  3/31/2009 
Record ID  12289 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  3/31/2009 
Resolution  3/31/2009 

Customer has been receiving fraudulent telephone calls 
through the relay. 

Customer Service suggested that the customer report the 
incident to law enforcement.  Customer Service explained that 
if the customer contacts law enforcement then law enforcement 
may issue a court order.  At that time call information may be 
released to the Court.  Customer understood. 

Service Complaints-- Customer has been receiving fraudulent telephone calls 
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Fraudulent/Harassment Call 

Inquire Date  4/17/2009 
Record ID  12349 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  4/17/2009 
Resolution  4/17/2009 

through the relay. 

Customer Service suggested that the customer contact their 
local telephone company or report the incident to law 
enforcement.  Customer Service explained that if the customer 
contacts law enforcement then law enforcement may issue a 
court order.  At that time call information may be released to 
the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  4/23/2009 
Record ID  12388 
Call Taken By  Lead CA 
CA Number   
Responded By  Martina 
Response Date  4/23/2009 
Resolution  4/23/2009 

Customer has been receiving fraudulent telephone calls 
through the relay. 

Lead CA suggested that the customer contact their local 
telephone company or report the incident to law enforcement.
Lead CA explained that if the customer contacts law 
enforcement then law enforcement may issue a court order.  At 
that time call information may be released to the Court.
Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  4/30/2009 
Record ID  12426 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  4/30/2009 
Resolution  4/30/2009 

Customer has been receiving fraudulent telephone calls 
through the relay. 

Customer Service suggested customer contact their local 
telephone company or report the incident to law enforcement.
Customer Service explained that if the customer contacts law 
enforcement then law enforcement may issue a court order.  At 
that time call information may be released to the Court.
Customer understood. 

Technical Complaints--711 
Problems

Inquire Date  6/17/2008 
Record ID  11335 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  6/17/2008 
Resolution  6/17/2008 

Customer has been unable to access 711. 

Customer Service forwarded information to the technical 
department.  The technical department discovered no issues.
Test calls were placed, which were successful.  Customer was 
referred to their local telephone company.  Customer 
understood.

Technical Complaints--711 Customer stated unable to access 711 through the relay. 
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Problems

Inquire Date  6/18/2008 
Record ID  11334 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  6/18/2008 
Resolution  6/18/2008 

Customer Service forwarded information to the technical 
department.  The technical department discovered no issues.
Test calls were placed, which were successful.  Customer was 
referred to their local telephone company.  Customer 
understood.

Technical Complaints--
Carrier Choice not 
Available/Other Equal 
Access

Inquire Date  1/18/2009 
Record ID  11993 
Call Taken By  Lead CA 
CA Number   
Responded By  Deborah 
Response Date  1/18/2009 
Resolution   

Customer requested Insight Communications as their long 
distance provider. 

Customer Service explained that Insight Communications was 
not a participating provider through the relay and offered a 
profile for an alternate carrier. Customer refused.  Insight has 
contacted the relay to acquire information.  There has been no 
further contact from the provider.  As of 5/31/09, Insight 
Communications is still not a participating provider through the 
relay.

Technical Complaints--
Carrier Choice not 
Available/Other Equal 
Access

Inquire Date  1/20/2009 
Record ID  12014 
Call Taken By  Supervisor 
CA Number   
Responded By  Deborah 
Response Date  1/20/2009 
Resolution   

Customer requested Insight Communications as their long 
distance provider. 

Customer Service explained that Insight Communications was 
not a participating provider through the relay an offered a 
profile for an alternate carrier.  Customer Service has 
contacted Insight Communications to become a participating 
provider.  There has been no further contact from the provider.
As of 5/31/09, Insight Communications is still not a participating 
provider through the relay.

Technical Complaints--
Carrier Choice not 
Available/Other Equal 
Access

Inquire Date  2/5/2009 
Record ID  12102 
Call Taken By  Lead CA 
CA Number   
Responded By  Martina 
Response Date  2/5/2009 
Resolution  2/5/2009 

Customer requested Vonage as a long distance provider 
through the relay. 

Lead CA explained that Vonage was not a participating 
provider through the relay and offerered a profile for an 
alternate carrier.  Customer refused.  Vonage has been 
contacted by the relay and offered the toll free translation 
number.

Technical Complaints--
Carrier Choice not 
Available/Other Equal 

Customer requested Vonage as a long distance provider 
through the relay. 
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Access

Inquire Date  2/6/2009 
Record ID  12101 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  2/6/2009 
Resolution  2/6/2009 

Customer Service explained that Vonage was not a 
participating provider through the relay and offered a profile for 
an alternate carrier.  Customer refused. Vonage has been 
contacted by the relay and offered the toll free translation 
number.

Technical Complaints--
Carrier Choice not 
Available/Other Equal 
Access

Inquire Date  2/26/2009 
Record ID  12151 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  2/26/2009 
Resolution   

Customer requested Insight Communications as a long 
distance provider through the relay. 

Customer Service explained that Insight Communications was 
not a participating provider through the relay and offered a 
profile for an alternate provider.  Customer refused.  As of 
5/31/09, Insight Communications is still not a participating 
provider through the relay.

Technical Complaints--
Miscellaneous 

Inquire Date  12/29/2008 
Record ID  11924 
Call Taken By  Customer Service  
CA Number   
Responded By  Deborah 
Response Date  12/29/2008 
Resolution  12/29/2008 

Customer stated they have been unable to place long distance 
calls through the relay.  Customer stated they would ask a 
representative from AT&T to contact relay. 

Customer Service spoke with a representative from AT&T who 
discovered a block was placed on the customer's long 
distance.  Customer was notified. 

Technical Complaints--
Miscellaneous 

Inquire Date  1/1/2009 
Record ID  11974 
Call Taken By  Supervisor 
CA Number   
Responded By  Deborah 
Response Date  1/1/2009 
Resolution  1/1/2009 

Customer stated they have been unable to place long distance 
cell phone calls through the relay.  Customer receives a 
recording stating that access to the long distance provider is 
not authorized. 

Supervisor apologized and no billed the call.  Customer 
Service explained there was a technical issue with the relay.  
Issue was resolved and customer was notified. 

CapTel--Complaints 

Inquire Date  6/16/2008 
Record ID  78126 
Call Taken By  CTI  
CA Number   

Customer stated that during a call the captions ended 
prematurely.

Customer Service forwarded this information to the Captioning 
Center Staff who investigated and determined that the system 
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Responded By  K.M. 
Response Date  6/16/2008 
Resolution  6/17/2008 

had detected the call as a disconnect.  Since a period of time 
had passed where there was no apparent connection on the 
call, the captioning terminated automatically. Customer Service 
followed up with the customer and apologized for the 
misinterpretation of silence on the line.

CapTel--Complaints 

Inquire Date  11/7/2008 
Record ID  93518 
Call Taken By  CTI  
CA Number   
Responded By  M.Mo. 
Response Date  11/7/2008 
Resolution  11/7/2008 

Customer stated that they received a bill from the default 
carrier which showed monthly reoccurring charges.

Customer Service advised the customer to consult the billing 
provider since they appeared to be a customer of the provider.

CapTel--Complaints 

Inquire Date  12/11/2008 
Record ID  98377 
Call Taken By  CTI  
CA Number   
Responded By  J.S. 
Response Date  12/11/2008 
Resolution  12/19/2008 

Customer stated that they were having problems with their long 
distance network connection. 

Customer Service forwarded the information to technical 
support.  Technical support identified that the calls were routed 
through an incompatible network using VOIP lines.  This was 
the cause of data connection difficulties.  The problem was 
resolved by routing the calls through an alternate network.
Customer was notified that the issue was resolved.

CapTel--Complaints 

Inquire Date  12/19/2008 
Record ID  98376 
Call Taken By  CTI  
CA Number   
Responded By  J.L. 
Response Date  12/19/2008 
Resolution  12/19/2008 

Customer stated that the wait time was slightly longer than 
what they normally experience.

Customer Service explained that a severe snow storm had 
impacted the staffing at the Captioning Service center.
Customer Service advised the customer to let the call ring a 
few moments longer than usual.

CapTel--Complaints 

Inquire Date  12/19/2008 
Record ID  98407 
Call Taken By  CTI  
CA Number   
Responded By  E.Y. 
Response Date  12/19/2008 

Customer stated that they were unable to dial a regional 800 
number.

Customer Service informed technical support of this issue.  
Technical support was able to make adjustments so that the 
customer could successfully dial and place a captioned call to 
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Resolution  12/19/2008 a regional 800 number. 

CapTel--Complaints 

Inquire Date  4/27/2009 
Record ID  115560 
Call Taken By  CTI  

CA Number   
Responded By  M.F. 

Response Date  4/27/2009 
Resolution  4/27/2009 

Customer stated that when dialing a local or long distance call 
through the Captioning Service, they would receive the 
following error message; “Your long distance call has been 
temporarily discontinued – please call customer service for 
assistance.”

Customer Service forwarded the information to technical 
support and to the network vendor.  Technical support was 
able to make an interim adjustment and change the routing of 
calls while permanently resolving the issue.  Customer Service 
notified the customer of resolution of the issue. 



Kentucky Relay 2010 FCC Complaint Report 
6/1/09 to 5/31/10

External Complaints--Miscellaneous 

Inquire Date 12/4/2009 
Record ID 13154 

Customer stated they are receiving calls with TTY tones. 

Call Taken By Customer Service  
CA Number  
Responded By Deborah 
Response Date 12/4/2009 
Resolution Date 12/4/2009 

Customer Service placed a test call, which was successful.  Customer was 
satisfied. 

External Complaints--Miscellaneous 

Inquire Date 2/11/2010 
Record ID 13320 

Customer stated they would stay in their bedroom until it was safe to go outside.  
Customer disconnected. 

Call Taken By Supervisor 
CA Number  
Responded By Candace 
Response Date 2/11/2010 
Resolution Date 2/11/2010 

Supervisor attempted to explain that they had the wrong number, but customer 
disconnected.

External Complaints--Miscellaneous 

Inquire Date 4/11/2010 
Record ID 13432 

Customer stated he was placing a call and reached the relay service. 

Call Taken By Lead CA 
CA Number  
Responded By Deborah 
Response Date 4/11/2010 
Resolution Date 4/11/2010 

Customer Service placed a test call to the number the customer provided, which 
was successful and did not reach the relay.  Customer was satisfied.  

Service Complaints--CA Misdialed 
Number

Inquire Date 1/26/2010 
Record ID 13285 

Customer stated CA misdialed and they were charged for a long distance call. 

Call Taken By Customer Service  
CA Number 5101 
Responded By Deborah 
Response Date 1/26/2010 
Resolution Date 1/26/2010 

Customer Service apologized and requested a copy of the billing for possible 
reimbursement.  Customer refused.  CA was counseled and customer was 
notified. 



Service Complaints--CA Typing 

Inquire Date 12/13/2009 
Record ID 13181 

Customer stated CA did not type well and they could not understand the CA. 

Call Taken By Lead CA 
CA Number  
Responded By David 
Response Date 12/13/2009 
Resolution Date 12/13/2009 

Lead CA apologized and stated the CA would be counseled.  CA was counseled 
and customer was notified.  CA's last typing speed was 84 WPM with 97% 
accuracy.

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 6/11/2009 
Record ID 12577 

Customer has been receiving fraudulent telephone calls. 

Call Taken By Supervisor 
CA Number  
Responded By Ebony 
Response Date 6/11/2009 
Resolution Date 6/11/2009 

Supervisor suggested that the customer contact their local telephone companry or 
report the incident to law enforcement.  Supervisor explained that if the customer 
contacts law enforcement then law enforcement may issue a court order.  At that 
time, call information may be released to the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 6/26/2009 
Record ID 12621 

Customer has been receiving harrasing telephone calls. 

Call Taken By Lead CA 
CA Number  
Responded By David 
Response Date 6/26/2009 
Resolution Date 6/26/2009 

Lead CA suggested that the customer contact their local telephone company or 
report the incident to law enforcement.  Lead CA explained that if the customer 
contacts law enforcement then law enforcement may issue a court order.  At that 
time, call information may be released to the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 8/5/2009 
Record ID 12765 

Customer has been receiving fraudulent telephone calls. 

Call Taken By Customer Service  
CA Number  
Responded By Deborah 
Response Date 8/5/2009 
Resolution Date 8/5/2009 

Customer Service suggested that the customer contact their local telephone 
company or report the incident to law enforcement.  Customer Service explained 
that if the customer contacts law enforcement then law enforcement may issue a 
court order.  At that time, call information may be released to the Court.  
Customer understood. 



Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 8/28/2009 
Record ID 12844 

Customer has been receiving harassing telephone calls. 

Call Taken By Customer Service  
CA Number  
Responded By Deborah 
Response Date 8/28/2009 
Resolution Date 8/28/2009 

Customer Service suggested that the customer contact their local telphone 
company or report the incident to law enforcement.  Customer Service explained 
that if the customer contacts law enforcement then law enforcement may issue a 
court order.  At that time, call information may be released to the Court.  
Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 10/19/2009 
Record ID 13012 

Customer has been receiving fraudulent calls through the relay. 

Call Taken By Supervisor 
CA Number  
Responded By Gregory 
Response Date 10/19/2009 
Resolution Date 10/19/2009 

Supervisor suggested that the customer contact their local telephone companry or 
report the incident to law enforcement.  Supervisor explained that if the customer 
contacts law efnorcement then law enforcement may issue a court order.  At that 
time call information may be released to the Court.  Customer understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 1/12/2010 
Record ID 13272 

Customer has been receiving fraudulent telephone calls through the relay. 

Call Taken By Lead CA 
CA Number  
Responded By Tramaine 
Response Date 1/12/2010 
Resolution Date 1/12/2010 

Lead CA suggested that the customer contact their local telephone company or 
report the incident to law enforcement.  Lead CA explained that if the customer 
contacts law enforcement then law enforcement may issue a court order.  At that 
time call information may be released to the Court.  Customr understood. 

Service Complaints--
Fraudulent/Harassment Call 

Inquire Date 2/17/2010 
Record ID 13347 

Customer has been receiving fraudulent telephone calls. 

Call Taken By Customer Service 
CA Number  
Responded By Deborah 
Response Date 2/17/2010 
Resolution Date 2/17/2010 

Customer Service suggested that the customer contact their local telephone 
company or report the incident to law enforcement.  Customer Service explained 
that if the customer contacts law enforcement then law enforcment may issue a 
court order.  At that time call information may be released to the Court.  
Customer understood. 



Service Complaints--
Fraudulent/Harassment Call 

Inquire Date  5/11/2010 

Record ID  13517 
Call Taken By  Customer Service Rep 
CA Number   
Responded By  Toni 
Response Date  5/11/2010 
Resolution  5/11/2010 

Customer has been receiving fraudulent calls. 

Customer Service suggested the customer contact their local telephone company or 
report the incident to law enforcement.  Customer Service explained that if the 
customer contacts law enforcement then law enforcement may issue a court order.  
At that time call information may be released to the Court.  Customer understood. 

Service Complaints--Miscellaneous 

Inquire Date 1/8/2010 
Record ID 13279 

Customer stated the relay toll free number is hard to access and prefers the 711 
number. 

Call Taken By Customer Service  
CA Number  
Responded By Deborah 
Response Date 1/8/2010 
Resolution Date 1/8/2010 

Customer Service has been unsuccessful in contacting the customer for further 
information. 

Technical Complaints--711 Problems 

Inquire Date 1/3/2010 
Record ID 12366 

Customer stated when dialing 711, VCO did not automatically connect. 

Call Taken By Supervisor 
CA Number  
Responded By Deborah 
Response Date 1/3/2010 
Resolution Date 1/3/2010 

Supervisor provided the toll free number for VCO and offered a profile.  
Customer refused.  Customer Service contacted customer and issue had been 
resolved. 

Technical Complaints--Carrier Choice 
not Available/Other Equal Access 

Inquire Date 7/24/2009 
Record ID 12725 

Representative from Insight Communications inquired on behalf of a customer 
how they can add Insight as their long distance provider. 

Call Taken By Supervisor 
CA Number  
Responded By Deborah 
Response Date 7/24/2009 
Resolution Date  

Customer Service explained how to become a participating provider through the 
relay.  Information was forwarded to Insight's technical department.  There has 
been no further contact from Insight.  As of 5/31/2010, Insight is still not a 
participating provider through the relay. 



Technical Complaints--Carrier Choice 
not Available/Other Equal Access 

Inquire Date 9/11/2009 
Record ID 12894 

Customer requested West Kentucky Rural Telephone as their long distance 
through the relay. 

Call Taken By Supervisor 
CA Number  
Responded By Tauna 
Response Date 9/11/2009 
Resolution Date  

Supervisor explained that West Kentucky Rural Telephone is not a participating 
provider through the relay and offered a profile with an alternate carrier.  
Customer refused.  As of 5/31/2010, West Kentucky Rural Telephone is still not 
a participating provider through the relay. 

Technical Complaints--Carrier Choice 
not Available/Other Equal Access 

Inquire Date 9/16/2009 
Record ID 12895 

Representative from West Kentucky Rural Telephone requested information to 
become a particpating provider through the relay. 

Call Taken By Customer Service  
CA Number  
Responded By Deborah 
Response Date 9/16/2009 
Resolution Date  

Customer Service forwarded the request to the technical department.  
Information has been forwarded, but there has has been no further response from 
West Kentucky Rural Telephone.  As of 5/31/2010, West Kentucky Rural 
Telephone is still not a participating provider through the relay. 

Technical Complaints--Carrier Choice 
not Available/Other Equal Access 

Inquire Date 3/3/2010 
Record ID 13373 

Customer requested Insight as their long distance provider. 

Call Taken By Lead CA 
CA Number  
Responded By Tramaine 
Response Date 3/3/2010 
Resolution Date  

Lead CA explained that Insight was not a participating provider with the relay. 
Lead CA offered a profile with an alternate provider.  Customer refused and 
stated she would contact Insight.  Insight has been contacted by the relay, but 
there has been no response from the carrier.  As of 5/31/2010, Insight is still not a 
participating provider through the relay. 

Technical Complaints--Carrier Choice 
not Available/Other Equal Access 

Inquire Date 3/15/2010 
Record ID 13391 

Customer requested Insight as their long distance provider. 

Call Taken By Customer Service  
CA Number  
Responded By Toni 
Response Date 3/15/2010 
Resolution Date  

Customer Service explained that Insight was not a participating provider through 
the relay. Customer Service offered a profile wth an alternate provider.  
Customer refused. Insight has been contacted by the relay, but there has been no 
response from the carrier.  As of 5/31/2010, Insight is still not a participating 
provider through the relay.  



Technical Complaints--VCO Break-
Down

Inquire Date 12/1/2009 
Record ID 13158 

Customer stated he is not receiving text on his TTY. 

Call Taken By Lead CA 
CA Number  
Responded By Deborah 
Response Date 12/1/2009 
Resolution Date 12/1/2009 

Lead CA apologized and offered to place a test call.  Customer refused.  
Customer Service has made several attempts to contact customer.  There has 
been no further response from customer. 

CapTel--Complaints

Inquire Date  6/17/2009 
Record ID  125331 
Call Taken By  CTI  
CA Number   
Responded By  K.W. 
Response Date  6/17/2009 
Resolution  6/17/2009 

Dialing Issue - Can't dial out in caption mode. 

After performing physical reset, customer confirms successful captioned calls.  
Issue is resolved. 

CapTel--Complaints

Inquire Date  7/2/2009 
Record ID  128075 
Call Taken By  CTI  
CA Number   
Responded By  J.G. 
Response Date  7/2/2009 
Resolution  7/2/2009 

Accuracy of captions. 

Customer shared feedback regarding accuracy of captions, and provided specific 
call data.  Customer Service apologized for incidence and thanked customer for the 
feedback.  Call detail was shared with Call Center management for follow up with 
the CA by the CA's supervisor.   

CapTel--Complaints

Inquire Date  7/9/2009 
Record ID  129232 
Call Taken By  CTI  
CA Number   
Responded By  T.J. 
Response Date  7/9/2009 
Resolution  7/9/2009 

Dialing Issue - Using Pulse instead of Tone dialing or Tone instead of Pulse. 

Advised customer to change phone setting from tone to pulse.  This resolved 
customer's experience.   

CapTel--Complaints

Inquire Date  7/20/2009 
Record ID  131265 
Call Taken By  CTI  
CA Number   
Responded By  MMo. 
Response Date  7/20/2009 
Resolution  7/20/2009 

Dialing/Setup - Dialing Prefix. 

Advised customer's representative to program needed dialing prefix in menu of 
CapTel phone. This resolved previous difficulties in dialing out with captions. 



CapTel--Complaints

Inquire Date  9/21/2009 
Record ID  142862 
Call Taken By  CTI  
CA Number   
Responded By  J.R. 
Response Date  9/21/2009 
Resolution  9/21/2009 

Dialing/Setup - Dialing Prefix. 

Advised proper programming of dialing prefix for outbound captioned calling. 
Confirmed this adjustment resolved customer's experience.   

CapTel--Complaints

Inquire Date  9/29/2009 
Record ID  144620 
Call Taken By  CTI  
CA Number   
Responded By  E.Y. 
Response Date  9/29/2009 
Resolution  9/29/2009 

Dialing/Setup - Dialing Prefix. 

Advised customer to program *82 code in the Dialing Prefix field of the CapTel.   

CapTel--Complaints

Inquire Date  10/19/2009 
Record ID  147901 
Call Taken By  CTI  
CA Number   
Responded By  T.J. 
Response Date  10/19/2009 
Resolution  10/19/2009 

Dialing/Setup - Dialing Prefix. 

Advised customer to remove mistaken dialing prefix programmed in menu of 
CapTel.  Confirmed this adjustment resolved customer's experience.   

CapTel--Complaints

Inquire Date  12/4/2009 
Record ID  156419 
Call Taken By  CTI  
CA Number   
Responded By  K.P. 
Response Date  12/4/2009 
Resolution  12/4/2009 

Dialing Issue - Using Pulse instead of Tone or Tone instead of Pulse. 

Customer stated they are able to receive incoming calls but unable to make 
outgoing captioned calls.  Customer Service provided extensive troubleshooting 
and advised customer to contact their telephone company to ensure line was tone 
instead of pulse.  Additional attempts to reach customer by phone failed, so 
Customer Service sent customer a letter with further instructions and offered 
further assistance. 

CapTel--Complaints

Inquire Date  2/9/2010 
Record ID  167663 
Call Taken By  CTI  
CA Number   
Responded By  R.C. 
Response Date  2/9/2010 
Resolution  2/9/2010 

Unable to make captioned calls. 

Customer reported that she was unable to reach phone numbers in a specific area 
code.  Adjustment was made by our carrier to correct the routing of the call. 
Confirmed this resolved the customer's experience. 



CapTel--Complaints

Inquire Date  4/2/2010 
Record ID  176961 
Call Taken By  CTI  
CA Number   
Responded By  J.L. 
Response Date  4/2/2010 
Resolution  4/2/2010 

Dial Tone - Not heard. 

Customer reported no dial tone on the CapTel and it does not ring.  Customer 
Service provided reset directions and multiple attempts to follow up were 
unsuccessful. 

CapTel--Complaints

Inquire Date  4/12/2010 
Record ID  178329 
Call Taken By  CTI  
CA Number   
Responded By  S.T. 
Response Date  4/12/2010 
Resolution  4/12/2010 

Dial Tone - Not heard. 

Customer reported that there is no dial tone on the CapTel phone.  Customer 
Service advised customer to perform a physical reset.  This resolved the customer's 
experience. 

CapTel--Complaints

Inquire Date  5/17/2010 
Record ID  183781 
Call Taken By  CTI  
CA Number   
Responded By  J.L. 
Response Date  5/17/2010 
Resolution  5/17/2010 

Dial Tone - Not heard. 

Customer's daughter reported no dial tone heard on the CapTel.  Customer service 
advised customer's daughter to perform a physical reset and emailed reset 
instructions.  Customer reported that the dial tone has now been restored. 

CapTel--Complaints

Inquire Date  5/18/2010 
Record ID  184119 
Call Taken By  CTI  
CA Number   
Responded By  K.W. 
Response Date  5/18/2010 
Resolution  5/18/2010 

Dialing/Setup - Dialing Prefix. 

Customer's office phone technician reported their inability to dial out from the 
CapTel phone with captions.  Customer Service advised proper programming of 
dialing prefix for outbound captioned calling.  Confirmed this adjustment resolved 
customer's experience.   
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I

June 18, 2010 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, DC  20554 

RE:   TRS Consumer Complaint Log Summaries for June 1, 2009 through May 31, 2010 
CG DOCKET NO.  03-123 

Dear Ms. Dortch, 

The Kentucky Public Service Commission respectfully submits the enclosed complaint log in 
connection with the provisioning of Telecommunications Relay Service pursuant to Section 
64.604(c)(ii) of the FCC's rules.  Hamilton Relay, with corporate offices located at 1001 12th 
Street, Aurora, NE 68818, is under contract with the State of Kentucky to provide 
Telecommunications Relay Service.   

Hamilton tracks all complaints and all other customer service activity for the State of Kentucky.  
The State of Kentucky’s complaint summary is associated with the following database 
categories:

• Miscellaneous External Complaints 
• LEC External Busy 
• 911 External Calls 
• No Notice of How to Complain to FCC 
• CA Accuracy/Spelling/Verbatim 
• CA Gave Wrong Information 
• CA Did Not Keep User Informed 
• CA Hung Up on Caller 
• CA Misdialed Number 
• CA Typing Speed 
• Didn’t Follow Voice Mail/Recording Procedure 
• CA Typing 
• Improper Use of Speed Dialing 
• Poor Vocal Clarity/Enunciation 
• Improperly Handled ASL or Related Culture Issues 
• Improper Use of Call Release 
• Improper Handling of Three Way Calling

Steven L. Beshear 
Governor 

Leonard K. Peters 
Secretary 
Energy and Environment Cabinet 

David L. Armstrong
Chairman

James W. Gardner
Vice Chairman

Charles R. Borders
Commissioner

Commonwealth of Kentucky 
Public Service Commission 

211 Sower Blvd. 
P.O. Box 615 

Frankfort, Kentucky 40602-0615 
Telephone: (502) 564-3940 

Fax: (502) 564-3460
psc.ky.gov 
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• Caller ID Not Working Properly 
• Improper Use of Customer Data 
• Fraudulent/Harassment Call 
• Replaced CA Improperly in Middle of Call 
• Didn’t Follow Emergency Call Handling Procedure 
• CA Didn’t Follow Policy/Procedure 
• Confidentiality Breach 
• Spanish to Spanish Call Handling Problems 
• Miscellaneous Service Complaints 
• Ringing/No Answer 
• Speech to Speech Call Handling Problems 
• Connect Time (TTY-Voice) 
• Busy Signal/Blockage 
• ASCII/Baudot Break-down 
• STS Break-Down 
• HCO Break-Down 
• Relay Not Available 24 Hours a Day 
• 711 Problems 
• VCO Break-Down 
• Miscellaneous Technical Complaints 
• Line Disconnected 
• Carrier of Choice not Available/Other Equal Access 
• CapTel Complaints 

Hamilton processes any complaint, which originates via e-mail, fax, telephone, regular mail, 
outreach events, at the workstation, etc.  Those complaints and resolutions are reflected in this 
report.  Hamilton normally provides a resolution to all complaints within 72 hours. The 
complaints enclosed are resolved with the exception of those equal access complaints in which 
the carrier involved is still working to become a carrier through relay. 

In the Miscellaneous External and Fraudulent/Harassment Call categories, you will find several 
complaints that we believe to be associated with fraudulent activity over Internet Relay.  
Hamilton continues to implement protocols specifically designed to prevent calls originating from 
an international IP address from accessing the relay. 

Kentucky Relay Service has received a total of 34 complaints in violation of FCC mandatory 
minimum standards for the time period June 1, 2009 through May 31, 2010. 

Please feel free to contact myself at 502-564-3940 or Dixie Ziegler with Hamilton Relay at 800-
618-4781 V/TTY with any questions regarding the above. 

Sincerely,

Jim Stevens, CPA    
Branch Manager  
Telecommunications   
Kentucky Public Service Commission
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Tally Date of Compl. Nature of Complaint Date of Resolution Explanation of Resolution

Date Generated: Thu, Jun. 16th, 2011 @ 03:18:05 PM CT

Complaint Tracking for KY (06/01/2010-05/31/2011). Total Customer Contacts: 0



Kentucky FCC 
2011 - 2012 

Complaint Log 



Tally Date of Complaint Nature of Complaint Date of Resolution Explanation of Resolution
1 10/25/11 Accuracy of captions 11/02/11 The customer's daughter reported that her mother was not 

getting all of the text of what she was saying and sometimes the 
captions got garbled with the CapTel 200. The Customer Service 
Representative discussed the possible reasons for the garbled 
captions. The Customer Service Representative offered to call 

the telephone provider to run a test on the line. When the 
Customer Service Representative made 2 different follow up calls 
to the customer directly customer reported that the captions are 
coming through correctly and that she loves her CapTel phone.

Complaint Tracking for KY/CapTel (06/01/2011-05/31/2012). Total Customer Contacts: 1



 

Appendix L: 

Copies of TRS RFP 
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Appendix M: 

Copies of Phone Bill with  

Surcharge Rate or Legislative Order 
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Appendix N: 

Copies of 2008 TRS Recertification Renewal 
Letter from the FCC 
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September 28, 2007

Marlene H. Dortch
Office of the Secretary
Federal Communications Commission
445 12th Street, SW, Room TW-B204
Washington, DC  20554

Dear Ms. Dortch:

 In reference to Public Notice released June 22, 2007, the Public Service
Commission of the State of Kentucky, on behalf of the State of Kentucky, respectfully
submits the attached application for renewal of the Kentucky Relay Service.  The State
of Kentucky is meeting all FCC minimum requirements and all of the required
information is included in this filing.

 If any further information or clarification is needed we will be pleased to promptly
provide the same.

Sincerely,

Jim Stevens
KY TRS Administrator

Ernie Fletcher
Governor

Teresa J. Hill, Secretary
Environmental and Public
Protection Cabinet

Timothy J. LeDonne
Commissioner
Department of Public Protection

Mark David Goss
Chairman

John W. Clay
Vice Chairman

Caroline Pitt Clark
Commissioner

Commonwealth of Kentucky
Public Service Commission

211 Sower Blvd.
P.O. Box 615

Frankfort, Kentucky 40602-0615
Telephone: (502) 564-3940

Fax: (502) 564-3460
psc.ky.gov



 

Appendix O: 

Copies of the letter notifying the FCC of 
Substantive Changes to the RRS Program 
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